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CLAIMS 



What is claimed is: 

A method for managing an on hold call comprising: 



receiving a' call at a call center from a callers- 



placing said call on hold in a hold queue until a 
ib^ represent\tive of said call center is available to answer said 
call; and 



III 



offering an incentive to said caller to transfer said call 
^expert^ while said call is on hold in said hold queue 



to an-^expe 



1^ waiting for said 2?fepresentative, such that use of said ^axperb^is 



promoted. O .v 



2. The method for managing said on hold call according to claim 
1, wherein said expert is at least one from among a freelance 
20 expert, a query group expert, and an emergency group expert. 



3 • The method for managing\said on hold call according to claim 
1, further comprising: 



25 responsive to detecting sard call at the top of said hold 

queueC ^no t i f y ing^said caller of an availability of said 
representative A 
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4. \ The method for managing said on hold call according to claim 
1^ 1, wiierein said incentive comprises at least _ ^ne from among an 
adjustment in position within said hold queue, a financial 
incentwe, a rewards points incentive, and a time incentive. 
5 \ 

A sy\tem for managing an on hold call comprising: 



m 



m 



1^ 



a call Venter comprising a hold queue; 



means for 
caller; 



^receiving a call at said call center from a 



means for placing said call on hold in said hold queue until 
a representative of\said call center is available to answer said 
call; and 



20 



means for offering an incentive to said caller to transfer 
said call to an expert while said call is on hold in said hold 
queue waiting for said representative, such that use of said 
expert is promoted. 



25 



6. The system for managing said on hold call according to claim 
5, wherein said expert is atXleast one from among a freelance 
expert, a query group expert, \and an emergency group expert. 



AUS920010830US1 




'A. The system for managing said on hold call according to claim 
5a further comprising: 

\ means responsive to detecting said call at the top of said 
holcA queue, for notifying said caller of an availability of said 
repre^sentative . 

8. THle system for managing said on '•hold call according to claim 
5, wherein said incentive comprises at least one from among an 
adjustment in position within. said hold queue, a financial 
incentives a rewards points incentive, and a time incentive. 

9. A computer program product for managing an on hold call, 
said computer program product comprising: 

a recoraing medium; 

means, recorded on said recording medium, for detecting a 
call received at a call center from a caller; 

means, recorded on said recording medium, for controlling 
placement of saik call on hold in a hold queue until a 
representative of\ said call center is available to answer said 
call; and \ 

means, recordeq on said recording medium, for offering an 
incentive to said caller to transfer said call to an expert while 
said call is on hold \n said hold queue waiting for said 
representative. \ 
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^ ifl. The computer program product for managing said on hold call 
according to claim 9, further comprising: 

jeans, recorded on said recording medium, for notifying said 
callerXof an availability of said representative when said caller 
reaches\ the top of said hold queue. 

ll\ A method for managing a plurality of experts comprising: 



IP 

m 

m 



20 



"ansferring a call on hold in a hold queue to an expert 
system; 

respon^ve to detecting an answer at said expert system, 
requiring aut\entication of an identity a party answering said 
call; and 



responsive vto 
expected expert i 



authenticated identity matching an 
:y, connecting said call to said expected 



expert, such that saicoy expected expert is required to provide 
said authenticated ideii^ity to provide service to said call from 
said hold queue. 



12. The method for managin^a plurality of experts according to 
25 claim 11, wherein transferring; a call further comprises: 



responsive to a request by X caller of said call to speak 
with said expected expert, transferring said call to said expert 
system. 
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13. Vrhe method for managing a plurality of experts according to 
claimNll, wherein said requiring authentication of an identity 
furtheA comprises : 

requesting an audio input from a callee providing said 
answer at sasid expert system; 

identifyina an identifier from said audio inputs- 
verifying sard audio input with said identifier according to 

stored voice sampled f^x^aid identifiers- 
transferring sh^,a\i^^^ and an expert profile 

associated with said idWiiifier as said authenticated identity of 

said expected expert . \ 

14 . The method for managingr a plurality of experts according to 
claim 11, wherein said expecoed expert is one of a plurality of 
experts meeting a particular cSriteria. 

15. The method for managing a pjSurality of experts according to 
claim 11, wherein said expected extoert is one of a plurality of 
experts accessible via said expert Wstem. 

16. The method for managing a plurality of experts according to 
claim 11, wherein said expected expert Us another caller 
currently on hold in said hold queue. \ 
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17 , Tl^e method for managing a plurality of experts according to 
claim 11 \ further comprising: 

performing said authentication of said identity in a 
switching network performing the connection of said call between 
said hold queuev and said expert system. 



18. The method fo^^anaging a plurality of experts according to 
claim 11, furtheif c^mjJrjLsing: 

performing said a'^thentication of said identity in said 
expert system , 

19. The method for managiJw a plurality of experts according to 
claim 11, further comprising 

performing said authentication of said identity in a call 
center housing said hold queue. 



20. The method for managing a plurality of experts according to 
claim 11, further comprising: 



performing said authentication ofv said identity at a third 
party authentication service server accessible via a network 
connected to said hold queue. \ 
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system for managing a plurality of experts comprising: 



a caSLl center comprising a hold queues- 



means foo: transferring a call on hold in a hold queue to an 

expert systems- 
means respon^ ve to detecting an answer at said expert 

system, for requiyi\g Authentication of an identity a party 

answering said cal^ 

means responsive to^aid authenticated identity matching an 
expected expert identity, VX^^ connecting said call to said 
expected expert, such that Isaid expected expert is required to 
provide said authenticated identity to provide service to said 
call from said hold queue, 



22. The system for managing a plurality of experts according to 
claim 21, wherein said means for O^ansf erring a call further 
comprises : 



means responsive to a request by\a caller of said call to 
speak with said expected expert, for transferring said call to 
said expert system. \ 



AUS920010830US1 




23. \ The system for managing a plurality of experts according to 
claiir\^21, wherein said means for requiring authentication of an 
identicv further comprises: 

meansNfor requesting an audio input from a callee providing 

said answer at said expert systems- 
means for io^ntifying an identifier from said audio inputs- 
means for verfi.f5d.ng said audio input with said identifier 

according to storea\vo\c/4 samples for said identifier; 

means for transferrin said identifier and an expert profile 
associated with said identifsier as said authenticated identity of 
said expected expert. \ 

24. The system for managing a plurality of experts according to 
claim 21, wherein said expected expert is one of a plurality of 
experts meeting a particular criteria. 

25. The system for managing a pluralitV of experts according to 
claim 21, wherein said expected expert ia^ one of a plurality of 
experts accessible via said expert system.X 

26. The system for managing a plurality of experts according to 
claim 21, wherein said expected expert is another caller 
currently on hold in said hold queue. \ 
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27\ The system for managing a plurality of experts according to 
clarm 21, further comprising: 

means for performing said authentication of said identity in 
a switchiW network performing the connection of said call 
between sard hold queue and said expert system. 

28. The systera^lEo^^smnaging a plurality of experts according to 
claim 21, furpheis. comprising: 

means for perfoii^^^g said authentication of said identity in 
said expert system. 

29. The system for man^g\ng a plurality of experts according to 
claim 21, further comprising: 

means for performing said authentication of said identity in 
a call center housing said holcrv queue , 

30. The system for managing a plii^ality of experts according to 
claim 21, further comprising: 



means for performing said authentYcation of said identity at 
a third party authentication service seWer accessible via a 
network connected to said hold queue. \ 
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31. \ A computer program product for managing a plurality of 
experts comprising: 

a \ecording medium; 

5 means \ recorded on said recording medium, for controlling 

transfer of a\.call on hold in a hold queue to an expert system; 



1^ means, recor ^d ^o n said recording medium, for requiring 

p authentication ott an identity a party answering said transferred 
lE call; and 



|f| means, recorded on 

W said call to said expert 

|4 identity matching an expect^ expert identity 



id recording medium, for connecting 
tem responsive to said authenticated 



HI 32. The computer program product for managing a plurality of 



r! experts according to claim 31, farther comprising: 



means, recorded on said recorc^ng medium, for controlling 
20 transfer of said call to said expertXsystem according to a 
request by said caller to speak with said expected expert. 
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33\ The computer program product for managing a plurality of 
experts according to claim 31, further comprising: 

me^ns, recorded on said recording medium, for requesting an 
5 audio inp^t from a callee providing said answer at said expert 
systems- 
means, re(?torded on said recording medium, for identifying an 
Q identifier from skid audio input; 



1^ 



n 



means, recorcte4J>ejl\ said recording medium, for verifying said 
audio input with said identifier according to stored voice 
W samples for said identif\er; 

iBf means, recorded on said recording medium, for transferring 

s=y said identifier and an expert\ prof ile associated with said 
Q identifier as said authenticate^i identity of said expected 
^ expert. 

20 34. The computer program product £*tor managing a plurality of 
experts according to claim 31, furthea: comprising: 



25 



means, recorded on said recording h|edium, for performing 
said authentication of said identity in ^switching network 
performing the connection of said call between said hold queue 
and said expert system. 
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The computer program product for managing a plurality of 
exji^erts according to claim 31, further comprising: 

sans, recorded on said recording medium, for performing 
5 said authentication of said identity in said expert system, 

36. The Gr6n^i3l!>er program product for managing a plurality of 
experts acQ£^ra\n;g to claim 31, further comprising: 

o 

lg3 means, recorded on said recording medium, for performing 

H \ \ 

said authentication Npf said identity in a call center housing 

W said hold queue 

W 

? 37. The computer prograVi product for managing a plurality of 

\ 

iSg experts according to claim 31, further comprising: 

H means, recorded on said recording medium, for performing 

Til 

p said authentication of said Y^^^tity at a third party 
¥^ authentication service serveA accessible via a network connected 
to said hold queue. 



